
TRS COMPLAINT LOG 
Prepared by SBC Kansas Relay Centei 

Reporting Period 
June 1, 2002 -May 31,2003 

visor _____~ would ~ not comply with ~~~ her request 
~~ to use her personal ~~~~~~ profile ~ ~~~ entered under 

~~ ~~ 

3 ~~ ~ ~ 6120102 ~ Customer called into complain that when 

~~ 

he had called-his mother earlier, his mother 

 had a hateful voice.’ He wanted to make 
-~ ~ ~ ~ ~ ~~~ us aware that he and his mother felt  the^^ 

CAS a t i i i de  was unnecessary and 
unappreciated. 

toid him that the CA was very rude and ~ 

~- 

~~~ 

~~ 

~ ~~~~~~ 

6/25/02 The manager called the customer back 6 let 
~ her ~~ know the real problem was a misunder- 
standing of the request. 

~~~~~ ~ ~ ~ ~~~ 

~~ ~~ ~ 

~~ ~~ ~ ~~ ~ 

6/21/02 The manager talked with the CA who did not 
remember any call where there was a problem 
TheCA did not think she had been rude or 
unprofessional to any customer. She thought 

~ 

~ ~ ~~ ~~ ~ 
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No. ~ . Dateof ~ Nature ~~~~ of Complaint 
~~~ 

Complaint 

~~ ~~~ ~ ~~~- ~~~ 

6/22/02 'The -~~ customer ~~ ~ ~~~ ~~~ ~.~ called to report he had 
not received the relay ~~~ g reekg asking ~~~ ~ ~ him 
to hold 

The customer ~ ~~~ spoke-with a supe ikor  
~ ~ -~ to complain about the re1a;procedure 

which ~~~~~ alerts ~ thecustomer ~ ~~~ ~~~~~ when~an ~ 

answering machine ~~~~~ has been reached. 
He'~said ~ ~~~ because his profile ~~ ~ speciicaily 

~~~~ ~~~ says he wants ~ no ~~~~~~ recorded messages- ~ 

typed to him, then he ~ ~~~~ should never be ~~~~ - ~ 

~~ informed when one ~ IS reached. ~~~ 

~~ 

6/23/02 

~~ 

~ ~ ~ ~ ~~~ 

Resolution ____~~ ~ ~~~~~~~ 

Date of 
Resolution 

~ ~ _ _ _ _  ~ 

6/24/02 

the customer may ~ have misunderstood. ~~ The managi ~ ~ 

coached the CA on professional voice tone. 

~ Manager ~~ talked with the CA named in ~~ the ~~~ complaint. ~~ ~ 

~~ ~ ~~ ~~ ~~~ 
~~~~~~~~ 

~~~ ~ ~~~~ ~ ~ ~ 

~~~ ~~~ He did not ~~~~~~~~~ feel he had ~ incorrectly dlsconnected ~ any - 
customer. The manager also had a note from 
another CA commenting ~~~~~~~~~ that the called ~ ~~ parties ~ ~~ 

~~~ 

often hung up on this customer. The customer 
may ~____~ have misunderstood ~ ~~ the called ~~ party's' ~ hang-up: ~~ 

~~~~~~ ~~~~~~ ~~ ~~~ ~~ 

~ ~~~~~ ~ 

~~ ~- ~ ~~ 
~~ ~~~ 

~~~ ~~ ~ 
~_____ ~ _____ .~ 

~ ~~~~~ The supervisor got on line with the customer 
and asked if he ~~~~~~~~ would prefer h is~prof ik~tobe 

~~~ ~ 

~ 

changed to answer TTY. so the ~~~~ CA s w o i d  ~~ not 
respond until he typed ~~ ~ ~ ~ - _ _ _ _ _ _ ~ ~ ~ ~  GA. However ~ afler - asking- ~ ~ 

~ 

this question several times, the customer 
did not respond, ~ ~~~~ ~~ so the ~ ~~~ profile ~ was ~ not ~. changed. ~~ 

A manager made several test calls and found 
the relay greeting ~~~~~~~ was functioning normally. ~~ ~ 

~ ~ ~~~~ 

~~ ~~ ~~ ~~~~~~~ 

~ ~~ ~ ~ ~ ~~ 

~~ ~- ~ ~ ~~~~~~ ~~ 

The supervisor explained that this ~ procedure ~~ 

~ ~~ was part ofthe contractual agreementto ~ 

~~~~~ alert all customers ~ ~~~~ whenan answeringhactke ~~ ~~ ~ 

or recorded message ~~~~ has ~~~ been reached. ~~ 

~ ~~ 

~~ ~ ~ ~~ ~ ~ ~ ~~~~~~ 

~~ ~~~~~~~ 

~ ~~ 
~~~~~ ~~~~~~ 

~ ~~ ~~~~~ ~~ ~~~~~ ~ ~~ 

~~ ~~~~~~~ ~~ 
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No. Dateof 
~ 

Complaint 
Resolution 

~ ~~ 
~~~~ ~~ 

~~~ - ~~~~ 

Date of 
Resolution 

Nature of Complaint ~- 
~ ~~ ~- ~ 

__ Call procedures were reviewed 

7/7/02 ~~ Thecustomer told the supervisor that the- 
CA ~~~~ neveracknowledgedshe ~~~ had received 

typed"thank~you dialing pls hdor hold 
 or ~~ ~~~ dots or anythhg", so the customer had 
hungup. T h e  customer stated he hashad ~ ~~ 

the number to dialsince the CA never 
~~~ 

trouble withthis ~~~ CA bxore ~~ ~ ~~ ~~ 

-~ ~~~ ~~~ 

The supervkor told him shewould pass along 
the information to the CAS manager a n d  
apologized forwhat had happened.~ The 
custom2 thanked the~supervisor and was 

~~ ~~ ~- 7I7io2 

~ ~~~ 

~~~~~ ~ 

~~ ~~ - ~~ ~~ ready ~~ to ~ make~a call. ~ 

~~~ ~~ ~~ ~ ~ ~ ~~~ 

The center's director sent an e mail to the cust- 
~~ omertolnvestigate ~~~ the problem. ~ The ~~ customer ~~ ~~ IS 

not sure if it is his equipment not connecting or the 
CA i n o t  sending the message. ~~~ When speaking 
to the CA, she said she did send the~dialiig messa: 

~~ ~~ ~ 
-~ ~ 

711 5/02 
~ ~~~~ 

~~ ~~ ~~ ~ ~~~~~ 

~~~ ~ ~~~ ~ 

~ ~~~ -~ ~~~ ~~ ~~~~ ~~ ~~~~ 
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some CA s so long to dial out when . ~~ ~~~~~ ~~~ 

it was supposed ~~ ~~ to ~ be only ~~~~~ 10 seconds. ~~ 

~ 

equipment may lock up and make it impossible 
~ 

to make the call in 10 seconds The supervisor said 
that the center's manager would cal lhim back 
via the relay or e-mail him directly since he 
asked to speak to a manager directly. The 

CA make another call for him. 

The center director sent an e mail to the customer 
~ for clarification ~~~~ on ~ the problem. The ~~ ~ customer ~~~ 

replied ~ ~~ ~~ that he was ~ not ~~~~~~ getting the dialing ~~~ message ~ 

from the CA. Again he was not sure  if it was 
his equipment or the CA was not sending it. ATer 
interviewing the CA, she indicatedthsshehad- 

~~~~ - ~~ ~~~~ 
~ ~ ~~~ ~ ~ ~~~ 

~~~ ~~ 
~ ~~~~~ ~~ ~~ ~ ~~~~ 

~~~ 
~ ~ ~- ~~ 

~ ~ ~ ~_____-~ ~ 

~~~~~ -~ ~ -~ ~ ~ ~ ~~ ~~ 

~~ ~~~~~~ ~ ~~~ ~ -~ ~~ 

_____ customer said thanks, and asked to have  the^ .~ ~~~ ~ 
~ ~~~~~~~ 

~~~ ~ . ~~~ ~~ ~ ~ ~~~ ~ -~ ~~ 

~~ ~~ ~~~~ ~ ~ 

7/16/02 
-~ ~ 

~ ~~ 

-~ ~ ~- ~~~ ~ ~ ~ ~~ ~~~~~~ 

~~~~ ~ ~ 

~ ~~ ~~ ~~ ~~~~~ ~ ~~ ~~~ 
~~ ~ ~~~ 

- ~~ 

sent the " .  . dialing.. ." message. 
~~~ ~~~~~~ ~ 

Manager ~ ~~~ reviewed call set ~~~~~ up procedures. ~~~~ 

~~ 

~~ ~~ 
~~ - ~~~~ ~ ~~~~~~ ~~ 

7/11/02 The supervisor apologized and expl&ed he wasn't- 
sure why this was happening ~ to him but that the 
supervisor would talk to the manager in ch$ge of 
equipment and see if we could figure it out. The 
customer did not want a call back and said he  

~~~~ 
~ ~~~ -~ ~ 14 7/11/02 The HCO customer asked to speak to a ~ ~~~~~ 

~ 

supervisor. ~ ~~~ ~  the customer wanted to ~ know 
why, when he ~ dialsthe ~~ 800 ~ ~~~~~~~~ # for the 

~~ relay, instead of the CA answering at 
the regular time he hears a clicking on the 

~ 

~~ 
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to let customers know first thing wholwhat has 
been reached. She felt it wasted time to usethe 
new procedure of asking if they wanted to~see the 

 full message. The manager said KRC was working 
with KRSlto see if there could be some adjust- 

~ ~ ~ ~~ ~ ~~~ 
~~~~~~ ~~~ 

~ ~~ ~ machine procedure. ~~ ~~~ ~ ~~ 

~ ~ ~~~ ~ ~ ~ ~ ~ _ _ _ _ _ ~ ~  ~ ~~ ~~ 

~ ~~ ~ ~~~ ~~ ~ ~~ ~ 

~~ ~ ~~ ~~ ~ ~~ ~ ~~ 
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He then disconnected 

~- ~~ 

~~ ~~~ ~ ~~~~~ 
~~~ 

7/26/02 The supervisor was unable to check out 6 s  
~~~~~ ~~ ~~~ ~~~ 

19 7/26/02 ~ ~~~ -~ The customer , spoke to thesupervisor ~~~ and ~~~ ~ ~~~~ ~~ 

~~ ~ ~~ speciric ~~~~~~~ complaint since he could . not ~~~ provide ~~ ~~ 

said he had been h F g  up on 4 times. He 
said he was tired oFit and if-fhappened- ~ ~- 

~~ 
~ 

~~ any CA numbers. ~~~ SKe ~~~~~~~ did fill out the customer 
~~ again, he wascomingup to therelay ~~~~~ ~ ~~~ ~ ~.~ ~ complaint ~ ~~ form for KRC and KRSl records. ~~~ 

~~ 

~~ and speak .~ ~ withus face toace.  ~~~ ~~ ~~ ~~ ~ ~~~~~ ~ ~~ ~ ~~~~ 

~~ 

~ 20 ~~ 

7/30/02 ~ The customer asked to speak ~~~~~ to a supervisor. ~~~~ ~~ ~ ~ 

to her_~She did not have the number of the CA. 

7/30?02 ~~ ~ The supeilsor was ~~ unable to follow ~~ ~ up ~~~ on this 

She did apolog& for any ~ trouble ~~~ and filled out the 
customer complaint form for KRC and KRSl. 

~~~ ~ .~ She saidon a prevous call, the CA had been rude sincethe customer had not been ~~~~ given ~~ a CA number 
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TRS COMPLAINT LOG 
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Repolting Period 
June 1 ,  2002 - May 31, 2003 

No. ~~ Date of 
Complaint 

Resolution ~ _ _ _ ~  ~~~ 
~ ~~ 

~ ~_____ Date of 
Resolution 

~~ ~ 
~~~ 

Nature of Complaint 
~~~ 

~_____  ~~~ 

- 

8/2/02 
~~ 

~ ~ ~ 

__ The CAS-manager ~ spoke to her about the call. 
She said the customer had called to a voice 
party who hung up right after she announced it- 
as a relay call. She ~~~ explained~to the customer, 
but felt the customer misunderstood that it was 
the called party who had hung up on her, not the 
CA. 

The supervisor ~~ was called ~ ~ over by the C x t o  
discuss a call she had just hung ~ _ _ _ _ _ ~ ~ ~  upon. ~ She ~ 

explained that the customer became very irate 
and began cursing at her, so she did disconnect 
the call, following harassment policy guidelines. 

~ 

~~ ~ ~~ 

~~ ~. ~~ ~~~~ 
~ 

~ 
~ ~ _ _ _ ~  

~~ ~ - ~~ 
~ _ _ ~ ~  ~~~~ 

-~ - - ~~ __ ~~ 

~- ~~~ 
~ _ _ _ _ _ ~ ~ ~  .. ~~- ~ ~- ~~ 

~~ ~- ~- ~ 

~~ 
~ _ _ _ _ _ ~  ~~ 

-~ - ~ 

~~ ~~~~~~~ 

~ 
~ 

~~~ ~~~~~~ ~ ~ 

~ ~~ 
~~ ~~ ~~ 

~ ~~~ - ~~ 

~~~~~ 

~~ ~ 

The supeilsor spoke to the~CA and she-said 
she answered with "xxxF here VCO on G A  
and switched over to listen. She waited forhim to 
give h G ~ a  number but he never saidanything 
The system cycled through to ASCII[ checking- 
for kmodem connection. By the time it had- 
recycled to the customer again, he had hung up 

~ ~~~ ~ ~~~ 

~ ~~ 
~~~~ ~ ~~ ~~~ 

~~~~~~~~ 
~~ 

~_____ ~ ~~~~~ ~ ~~ 

~ ~~~~ 

~ 
~ -~ ~~~~~ ~ ~~~ 

~ ~~ ~ 
~ ~~~ ~ 
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~~~~~~ ~ ~~~ ~~~ 
~~, _____~ ~~ ~ ~~~ _____ .______~ ~~~~~ ~ ~~ ~, , ~~~~~ 

__ ;The customer, a Supervisor of Nurses at 

to report a problem with a call from 8/5/02 
that one of her nurses reported to her. 
They received a call through the KRC from 
a deaf mother regarding her daughterwho ~~~ 

'was running a high fever. She said the CA 

~~ was inconvenienced ~~~~ by the call. She also 

The supervisor apologized _____~ for the problem, and would 
investigate the billing file and locate which CA 
had handled the call and would speak with her 
about it. 

~~~ ~ ~ 
~~ ~ ~ _ _ _ _ _ ~  8/6\02 

~~ ~~ 

8/6/02 
~___  24 

~~~ ~ ~~~ ~ ~~ 

~~ ~~~ 
~~ ~ _ _ _ ~  ~~~ ~~ ~~ , Stormont-Vail ~~~~ HospitarTopeka, ___ called ~~~ ~ 

_____ 
~~~~~ ~ ~ ? ~~ 

~____ ~ _ _ _ _ _  ~~~~ ~~ ~~ ~ ~ ~ ~ ~ ~ _ _ _  

~~~ ~~~ ~~ ~ 
~ ~~~ ~ ~ ~ ~ _ _  ~ ~~ ~~ ~-~ ~~ ~~~ 

~~ 

~ ~~ ~~ ~~ ~ _ _ ~  ~~ 

8 / 2 2 r  The C A ' s m a n a g e x t  with t h x n a m e d i n ~ t h e  
~~~~ ~ ? ~ 

~~ ~~ ~~ ~ _ _ _ _ _ _ ~  ~ ~ ~ _ _ ~  ~ ~- ~~ ~ ~- .~ ~~ ~~ ~ ~~~~ ~~~ 

? ~~~ 

complaint. She had been on vacation since the 
incident, and could not clearly remember th is  
specific call. She said she always tries to type 
verbatim, sodidnot thinkthat had been t h e  
problem. She did admit that she does have a 
bad habit of "sighing" and often does not mute 
her headset when she does because she f E l s  
customers hear the "click' and think she has 
disconnected. The manager gave the CA a 
serious warning that the sighs were viewed 

to cease her habit of sighing when ' ' l ive with 
the customers. The manager also reviewed the 

~~ ~~~ 
~~~ ~ ~~~~ ~~~~~~ ~~ ~ ~~ ~ ~ ~~~~~ ~~~~ ~~~ 

-~ ~~ ~~~ 
~ ~~ . ______~ ~ ~~~ ~ 

~~~ 

'was ~~~ sighing a lot, ~ _ _ _ _ _ _ ~ ~  g i v K t h e  ~ _ _  impression ~~ she 
~~~~~ 

~~ - ~ ~~ ~ ~____~ ~ _ _ _ _ _ _  

~ ~ _ _ ~  ~~ ~~ ~ ~~ ~ 
~~ ______..-~ ~~~ ~~~~~~~~~~~ felt the ~~ CA was not ~~~~ t ypKwha t  ~~~ shesaid, ~~~~ 

~~~~ ~ 

~ ~~ 
~~ ~~ 

~~ ~~~ ~~~ ____ she would ask just a short question and 
she could hear the operator typing and 
typing. I asked if there could have been 

__ ~~~ ~~ ~ 

~? ~ 
~ -~ ~ ______~ ~~~ ~~~~ ~ ~ ~~ ~~~~~~ ~~~~ 

~~~~~ ~~ ~~ ~ ~ ~~ ~ ~~~~ ~ ~~ ~~~ ~ ~~ ~~~~ ~~~ ~~ ~~ ~ ~~~~~ ~~ 

~~~ ~~ ~ ~ - ~~~~ ~ ~~~~ 

~~ ~~~ ,any language ~~~ problem andexplained ~~~~ how 

if the TTYs message response wastyped, ~~~ ~ and 
if ifwas underzandable.and ~~~~ ~ ~ she ~~ said yes. ~~ ~ ~ ~~~~~~ negatively ~ by customers ~~~ online, ~ ~~~~ and~she was 
She felt language was not a problem. ~~~~ She ~ 

also said that a short time after the call 
~ ended ~~ the mothershowed ~~~~ ~ u p  at ~~~~ the hospital ve rbaG ~~ policy when typing voice person's message. 

~ ? - ~~ ~ ~~~~~ ~~ ~~~~ ~~ ~~~ ASL sometimes ~~ ~~ causxconfusion. I asked ~ ~~~~ 

~~ ~ ~ 

~~~~ ~ ~ ~~ ~~~ 

~~~ ~~ 
~? 

~~~ ~ ~~~~ ~ ~~ -~ ~ ~~ 

~~ ~ 
~~~ ~ ~ -~ ~ ~~ 

very upset. The mother said she had 
been told that if she did not bring herchild in today 
to the hospital, SRS would come out andtake the ~ 

chiid ~~~ away. The nurse toidthe ~ ~~ mother that she ~ ~~~~ 

~ had ~~ not said anything ~~~ like that at all:?% also 

time. The nurse said she had given themother 
the option~ofcoming~iFtoday o r x w ,  but never said ~ ~~ ~ 

anythng about SRS. A nurse also called the 
manager ~~ personally ~~~~~~~ to confirm ~ ~~ ~ the call's ~~ details. 

-~ ~~~~~ 

~ ~~~~~ 

~~ ~ said ~ 

therewas ~~ a ~~~ Dr sitting right ~~ by her also at the ~~ 

~ ~ ~~~ 
~~ ~~~~~ 
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No. Dateof - 
Complaint 

Resolution 
~~~ ~ ~ ~ 

Nature of Complaint ~ Date of 
~~~ ~~~~ 

 resolution 

~ ~- -~ ~~ 
~ ~~~~ ~ -- 

26 8/19/02 ~~~ Thecustomer complained that everytime ~~ 

he gets this CA he ~ has problems. He 
always has to repeat several times ~ ~ what ~ 

8 /19/02~-~ ~ . The ~~ supervisor apologized ~~ ~~~~~ about the problem ~~ and ~~ 

~ customer was ~ thankful andwanted to-make ~~~ ~~ 

another call. 

~~~ ~~ 

~ ~~~~ said it would be reported to her manager. The ~~ 

~~ 
_ __~  -___ ~ 

~~ 
~- ~ ~ ~~ ~ 

hewants. -- Thelatest thing ~~ was he tried ~~~ to ~ ~ 

call his sister and ~~~ the CA said that she ~ ~~ ~ ~~ ~~ ~ ~~ ~ ~~ 

got a recorded message saying the number 

~~ ~ ~~~~ 

8/20/02 The CAsmanager ~ ~ met ~~~~~ with -~ her ~ to discuss this ~ 

~ ~ ~~ ~~ ~~ ~~~ ~~ 

had be en^ disconnected. The cus6mer 
say~she wasigng ~ because ~~~~ a was ~~~ his ~ 

sister's number. ~~ ~~ ~ recording saying ~ it had been disconnected. ~~ ~~~ ~~ 

call. She ~~~~~ had dialed ~ the number provided bythe- 
~~ customer, and had ~~~ received ~~~~~~~~~ ~ the phone company 

~~ ~~~~~ 

- 

~ ~~~ The ~~~ customer was very upset, and immediately ~~ ~ ~~ ~ ~ 

~ ~ ~- ~~ 

hung up from ~~ the CAS ~ position. 
~~~~~~ 

- ~~ ~ 
~~~ ~ ~~ ~~~~~ ~ ~ ~~~ ~ ~ ~ ~~~~ ~ ~~~~~~ ~~ ~ 

27 8/30/02 The customer said they ~~~~ were having ~ ~~~~~ ~ 8/30/02 The supervisor apologized for ~~~~~ the ~~~~~ problem ~~ and 

~~ 

trouble with a ~~~~~~ CA. The customer ~ stated 
 theyw were going to give the CA another 
number to dial and the CA hung ~~ ~ upon ~~~~~ ~ 

~~ 

said ~~ ~ they wouldtalk to the CA about it. The 
~~ 

supervisor ~ _ _ _ _ _ ~ ~  talked to the CA and ~~ she ~ stated- ~ 

she asked several times if the customer wanted 
~ to ~- make another call ~~~~~~~~ and got ~ no response so 

she finally disconnected. Another CA  stated^ 
she had placedthe ~~~~~ ~ call for this customer ~- and when 
the call was in progress, she got a message saying 

~ 

~ ~~~ - ~ 
~~~~ ~~~~ ~~ 

~~~ ~~ ~~~ ~ ~ ~~~ ~~~~~ 

~~ ~~ them. 
~~ ~ 

~~ 

~~ 
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~ ~~~~~~~~~ ~ ~~~~~~~~~~ ~~~~~~~ ~~~ ~ ~ ~ , ~ ~~~~~~~~~ ~~ ~~~~~~ ~ 

9/8/02 The CA called the supervisor over to let us-know ~~ 

customer had told the CA if there was an 
answering machine ~~~~~~ to ~~~~~~~~~~~~~ type "beep vco on" and 
"GA' The CA said that is what she did and the 
customer started yelling at her and telling h& 
he didn't want her to type "vco on". The CA 

  said the customer then hung up on her. 

~~~~ ~~~~ ~~~ ~~~ ~~ ~~~ ~ ~ _ _ _ _ _ ~ ~  ~~ ~ 

The customer said he had told the CA to 

had not done what he had asked. The 
customer then started shouting that the 
CA s never follow his instructions ~ ~~~~~~~ and that 
he was going to call ~~ the head of the KRSl 
board and SWB offices in St. Louis to tell 
them about this. The customer said 

~ -~ 

typelust"beep" ~ ~~~~~~ and "GA' ~ and that the CA that the customer had hung up on heF-The ~ ~ ~ ~~ 

~ 

~~~ ~ ~~~~ ~~ ~ ~ ~ ~~~ 

~~ ~~ ~ ~~ ~~ ~ 

~~~~~~~ ~~~~~ ~ ~~~ ~~~~~~~~~ ~~ 
~~~~~~~ ~ 
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No. Dateof 
Complaint 

37 

~~ ~~~ 

~~ ~~~~ ~ ~~ ~ Nature ~ of Complaint Date of Resolution 
Resolution 
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~~~ ~~ - ~~~~~ ~ 

38 10/7/02 ~~ ~ T h e  ~~ customer calledthe areamanaser ~~~~ ~~~~ 

directly on the TTYTO askabouther ~ ~ ~~ 

~~ called her aunt-24 AM in themorningby 
dialing~711 first to reach the reiay, then had 

~ ~- therelay~call her aun t  A few minutes 

and rang t h e  doorbell t o  see ifshe was 

~ ~ -~ ~ concern ~~ with dialKg 711; Shesaid she ~~ ~ 

~~ 

~ ~~~~~ 

~~ 

l a terse poire showed upat herfront door 

aF/ght. The customerthought maybe 
there was something wro, withthe 71 1 

~~ connectionthatwould -~ be translated as 91 1 

~~ ~ 

39 ~ 10/13/02 ~~ -The customer complainedthat he had 
just called into the relay minutes before 
and the CA~had tried the~same call for him, ~~~ 

b i t  lied-6 himwhen ~ she reported the ~~~ line ~~ 

wa?~ busy: The customer ~~~ -~ demanded an 
immediate ~~ ~~~~ response from thearea manager about ~~ ~ 

~~~~~ 

~~ ~~ what he intends todo witkthis CAIor h k ~  
~ ~~~~~~ w l l  ~~~~~ go outside 6rmalchannels to take 

~~ ~ ~ 

~~~ ~~~ ~~~~~ 

care ~~ of the matter. ~~~~~ 

~ ~~~~ 

10/13/02 The supervisor said she would report his complaint ~~ ~ 

t o~a  manager. ~~~ ~~~ The CA answering ~~ this ~ ~ ~~~~ call ~- ~ ~ 

told the supervisor that when the customer 
called bacGn andasked for a supe4sor ~~~~ he also 

~ .~~~ today. TheCAdid~not respond to ~~ his quest& 

~. 

~ ~~ ~ -~ ~~ ~~ ~~~ 

~~~~~ -askedthis C z f  CA number 645 was worKng- ~~ ~~ 

~~ but ~~~ rang ~~ forthe supervisor ~~~~~ ~~ 

~~ ~ 

. ~ ~~~ ~ ~ ~ 

1o/l6/02  the ~~ ~ manager changed thlsCAs number, and 
since that time this customer has had no 
complaints against ~~~ t i is  CA 

14 of 39 



TRS COMPLAINT LOG 
Prepared by SBC Kansas Relay Center 

Reponing Period 
June 1,2002 - May 31,2003 

Resolution 

The supervisor advised that we do a lot of abbreviatior 
The customer offered to send ~ -~ a copy ~~ of ~~ the - TTY ~~~ tape - 

~~ T h e  conversation ~~ -- so we ~~~~ could see how bad it was. 
- 'The supervisor ~~ thanked ~~ her for letting us know about- 
this and told her that the CAS manager ~~~ ~~ would - 

~~ be - ~ 

~~~~~~ ~ -~ ~~~ - ~~~~~~~ ~~ Date of ~ ~ _ _ ~  ~~~ ~ ~ 

Nature of Complaint 
~~~~ ~ ~~~ ~ ~~~ - No. Dateof 

Complaint Resolution 
40 10/14/02 iThe voice customer, a middle school teacher 

~~~~ ~~ ~ calledher ~ 

deaf student on 1011 1 via the relay. 
~ ~~ -~ ~~ She ~~ said the spelling ~~~ and - s p a z g  ~~~~ on the call ~~ was 

very bad with about 50 to 60 errors on the 10 rnin. 
'call. Thecustomer said it was so bad shewill have 

~ ~~~~ ~ 

10/14/02 
~~ ~~~~ ~~ .~ ~ 

, ~ ~~~ ~~~ ~ ~~ ~~ ~~~ .~ ~~~~~~ ~~~ ~~ 

~~~ ~~ ~ ~~~~ ~~~~~~~~ 

~ ~ ~~ 
~ ~~ ~ ~~~~~ ~~ ~~ ~~ ~~ ~~ 

~~~~ ~~~~~ ~ 
~~~ ~~~ - ~~~~ 

informed 

~~~~ ~ 

41 10/14/02 ~ ~ ~~ ~  the supervisortook ~ over the call and-the 
~~~~ customer ~~ was yelling andscreaing. The-- 

customer saidthat sWB/RELAY are making 
~~ ~~ ~ 

~ ~~~~ cailsnng back into t% line. T h e  phone ~~~ 

~~~~~ ~ rings three timesand thkno onels~there. 
~~ ~~~~~~~ He saibthat hkknows~how ouFCA s time 

~~~ in and When-certainCA ~~~ s t z e  ~- in atthe top 
of ~ the hour ~~ it activates a signal in the- 
software that triggers something in the 
telephone~kes that causes his telephone 

~~ to r ing The c&ktomersaid that it happened 
3 timesat 11, 2~and another timehe 
couldn't remember-The customer ~~~ ~~~ 

~~~~ we clock in and thaiwe havea technical 
problemthat he~has beencomplaining 

~~ 
~ ~~ ~~ 

~~ ~~ -~ ~~ 

~~ 

~~ 

claims he has ~- been told by our CA s how 

~~ ~ aboutfor lOmonths.~~~The customer ~~~~ claims ~ ~ ~~ 

-that he has called-repair service and the ~ ~~ 

~ ~~ 

~~ 

~ ~ ~~~ ~ 

r n a n i p r  of ~~ repair - service ~~ in Wichita ~~ ~ is a 

- 10/14/02 
~ 

1011 5/02 

~~ 

Manager ~ checked ~~~ for ~~~~ anytechnical ~ ~~~~~ ~problemswith- ~ - 

~~ Protection -~ ~~~ department. ~ ~~~~ ~~ 

xtc system and ~ ~~ found none. It was consiered ~~ 

~ 

~~~ ~ a threatofviolence. so this was-turned ~~ over to 
the SKC Southwest Interni~~Asset 

~~ 
~ ~~~ 

The customer called-ln and said-that~he 
had talked to his priest today and ~- the ~ priest 
told him that he has been forgiven by God. 
The customer said now he has to square 

forgiveness. He said "the relay is tops with 
meand I want to know can I start over 
with relay." He said ~~ "you don't ~~~~~~~ deserve the ~~ 

reputatiogve put on you now and before 
and believe m e ~ l  have. I'm a nasty Sucker 

~~~~ when I getthis way. ~ l s e n t  ~ out some nasty 
IettersTday and I needto square things ~ ~~~ 

~~ 

~~ 
~ ~.~ 

things with peoplehere ~~~ on earthandseek ~~~~~~ ~ ~~ ~~ ~ 

~~~~ ~ ~ ~~ ~ 

~~~~ ~~ ~ ~~~~~~ 

~~ ~~ 
~~ ~ 

~~ ~~~~~ 

~~~ 
~~ ~ ~ ~~ 

with people who have heard from me, 
St Louis, Chicago, the Relay My family personal friend of his and has told him that 
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No. Dateof 
~~ ~~~ - 

Complaint 
Resolution 

~ ~ ~ ~~ 
~~~ ~- 

Date of 
Resolution 

-___ ~~ ~- Nature ~~~~~ of Complaint ~~~~ ~~ 
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~ 

has been on my case and justifiably s o  
when I get this way. I won't call anymore 
nasty names or accuse the Relay l ike I've 

:been doing. I'll gladly do my share a n d  try 
;to do better, but I have human weaknesses 
,and ~- I may ~~~ fail. I hope ~~ 1'11 never do ~~~~ it again ~~ ~~ ~ ~ 

but if I do, I want you to tell me about it 
,and ~ tell me to get my act together. Please 
'tell D ...., the managers, SA s, and C A  s 
I apologize and I will try never to do it again. 
I've had to s w a l r n n g s  about this  and-^- 
it hasn't beeneasy, but I will try to do 

~~~ - ~~ ~~~ ~ 
~ ~~~ ~~~~ 

~ .~ ; a  2 way call can activate a call to a third 
'number but he doesn't have third number 
capabilities. ~- T h a x  howheknowsi ts  - 
our fault. He also said that last M o n d a y  
and Tuesday he had his telephonewires 

~ ~~~ outside his house changed at his request 
and ___~  they installed safety ~ lines. He said 
he also had his lines checked to see if we 
had a tap on him. He said they dldn't find- 
one and assured me~he~didn't have one on 
us He accused the relay of changing 

~~ ~ ~~ ~~~~ ~ 

~~ ~~~ ~~ ~ -~ ~ ~~ ~ ~___ ~~~ ~ ~~~~~~~ ~- ~~~~~ - 
~ ~~~ ~~ 

~~ ___ ~ ~~~~~ -~ 

~~ 
-~ ~~~~ ~ ~ _ _ _ ~  7~~ ~~ ~~~~ ~~ ~~ ~~~ ~ 

~ 
~ ~ - ~ ~ ~~~ 

~ ~ ~~~ ~~ ~~ ~~~~~~ ~ ~~~ ~~~ -~ ~ ~~ 

- - ~~ ~ ~~~ ~~ 

~ ~ ~ 
-- ~~ _____~ ~~ ~~~~ -~ ~ - _ _ _ ~ ~  ~~ 

~ 

~~ ~ ~ - ~ ~~ 
~~~ ~~ ~~~~ ~~~~ ~- -~ 

~~~ ~ ~~ 
~- ~ -~ ~ ~ ~~~ -~ ~~ ~- ~~ 

~~~ 
~ _ _ _ _ _ ~  ~~ ~~ ~ ~~~~~ ~~~~ ~~ ~~ ~ ~~ -~ ~~ 

~~~ ~~ ~ ~~ ~ 
~~ ~~ ~~~~~ ~ ~~ ~ 

~ ~~ ~ ~~ ~~~ ~ ~ -~~ -~ ~~ ~ ~~~~~ ~~ CA  sKmbersxnce 1-0 to deliberately ~~~~ 

~~ ~ . ~~~~~ ~ get~/ntrouble and beg him not to say ~~ ~~~ 

~ 
~~~ ~ ~~ ~~ ~ ~ 

~ ~~~~ 

-~ ~~ ~~~ confuse ~~~ him ~ so he won't knowwho ~~~~  the^ ~ ~ ~~~ ~ better." 

-~~ ~~~ 
~~~~~~ ~~~~~ ~~~~ 

~ .~ good CA s are ani% makes him furious. 
10/22/02 A representative from the Asset Protection 

department calledthe customer and warned him that 
-~ ~ anything abouttheir He said he ~~ if anymore threats were made to the relay center, 

hewou ld~be reported to the ~~~~~~~~ local law enforcement ~ 

au thoGs .  It wasmade clear that no more 
threats of violencewould betoerated. 

~~ - ~ ~ ~~ 
~ -~ 

~~ He saidthe CA-s~that ~~~~ doa ~ goodjob forhim ~~ ~ ~ ~~~ ~~~ ~ 

~~~ ~ 
~~~ ~ ~ ~~~~ 

~~ ~ ~~ ~ ~~~ 

~~ ~ ~ 
~~~ ~ ~~- ~~ 

~~ writes his own lettersbut doesnot monitor 

~~ ~ ~ ~~ ~ 
~ ~~ ~~~~ ~ 

~ ~ ~~~~~ ~~~~ ~ relay. 63 he hadpeoplethat mo l to r  
~~~ ~ 

~~ ~~~ ~~ ~~~~~~ ~~ ~~- ~~ 

the r z y  for h x  and report baz-to himand ~~ 

~- 91 ~ ~~~ 1 happens ~ torelay in the next 69days. ~~~~ ~ ~~~ ~ 

~~ wewon't~know about it ~~~~~ till something-ike ~~ ~~ ~ 

~~ 
~~~~ ~~~~ 

~~ ~ 
~ .~~~ ~~ 

~~~ He continued say, ,%won't beme. Youcan go 
~ ~~ ahead andthink ips me, I don't ~~ really care. ~~ Go 

~~~~~ 
~~~ ~~ -~ ~~ 

~~~ ~ ~~ ~ ~~ ~~ ~ ~~~ ~~ ~~~ ~ ~~ ~ ~~~~ 

ahead ~~ and tKnk so." ~~ 

~~ 

~~ 

10 /20/02~~ 
~~ ~~ ~-~~ that she had ~ ~- justreceived a call from ~~~~ this customer, ~ ~~ ~ ~ 

called the relay and voiced a number to 
- the CA but receivednothing on his screen. 

A CA~had called the supervisor over to inform her 

b x t  had cycled through 3 times with no 
~connexon.  TheCA mentioned thatshe could ~~ 

connectTbut could not connect nonetheless. 

other CA. the supervisor simply typed what the 

~ 

~- .~ ~ ~ 
~~~ ~~~ ~~ ~~ ~~ 

42 10/20/02  the customer explained that he had 
~~~~~ ~~ 

~~~ ~~~~~~~ 

~~ ~ 

~~~ ~ 

-~ ~ 
~~~ 

~ He ciiiims he%d trouble with the same ~ 

~ Cx~ the  ~ -~ daybefore. ~~ ~ ~~ ~~ ~~~ hearthe ~ customer's modem, or attempt to 
~~~~~ - ~~~ ~ 

~~ ~ ~~ ~ ~~~ ~~ 

~ ~~ ~~ ~~ ~~  when the supervisor took over thecall from the 
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~ ____ 
~ ~~ ~~ 

- ~~~~~ ~ ~~ ~~~ ~_____ ~ ~-._ ~ ~ ~ _ _ _ _ _  
43 10129102 A CA rang ____ for a supervisor ~ ~____ to take over the call. The 

!customer said she had called ~~~~ this morning ~~ 

~~ ~~ and gave the _____ CA the number ~~~ to call to _ _ _ _ ~  her husband. ~ 

- ~~~~~~~ ~ An answering machine was reached, and she ~~~ 

wanted ~~~ to leave ~ _ _ _ _  a message. ~ ~~~~~~ The customer ~~~ said ~ 

~~~~~~ ~~ ~ an appointment to go ~ to. and she wanted her ~~~~~ 

husband to pick ~~ her ~~~~ up, but she had missed ~~~ her 

~~~~ 10/29/02 ~ !The supervisor ~ _ _ _ _ ~  apologized ~ for the inconvenience _____~ ~~ ~~ ~- ~ 

~ ~ ~ _ _ _ _ _ ~  ~ ~~~ ~ 

~~ 

 and asked the customer what time she  had 
called ~~ this morning ~ ~~~ a n d s h e p l i e d  between ~~~~ 9-or ~ 

~ 

~~~ 10 AM. The supervisor also ~~ asked if she had 
~~~~~~ gotten ~~ the CA ~ # and she ~~~ said no. The  supervisor 

asked if she had stayed on the I i n e w h E  C A ~  

the ~~ CA had said ~~ "msg lefl another call?" ~ ~ Supervisor 

~~ ~ 
~ ~~~~ _ _ _ _ ~ ~  ~____ ~ ~ ~ _ _ _ _ _ ~ ~  ~~ ~~~~~~ ~ ~~ 

~ 
~~ 

~ ~- 
~~~ 

~ 

~~~ ~ ~ ~~ 

~~~~ her husband never got the ~~~ ~ message. ~ ~~~~ She had ~~~~ ~ 

~ 

~~~ ~~~ 

~ 

~ ~~ 

~~~~~ left the ~~~ message ~~ and ~~~~ she replied ~~~ yes because ~~ ~~- 
~ 

~ appointment ~~~~ ~~ ~ ~~~~ because ~~~ he didnotget her message. ~~~ ~ _ _ _ _ _ ~  asked for ~ ~~~~~ the from number, ~ _ _ _ _ ~ ~  but she ~~ didn't ~~ know ~~ it The ~~~ 

A manager searched the billing files, but couldnot-~ 
~ ~~~~ finda-record ~ 

~~~~ of the call or ~_____ any CA number, ~ 

~~ ~ ~~~~ ~~~ ~~ ~~ ~ ~~ supervisor ~~~~ apologized; ~~~~~ the customer ~~~ said ~~ not to worry. 
11/5/02 

~~~~ -~ ~~~ ~ 
~ ~~~~ ~ ~ ~~~ 

~ ~ ~~~~ ~~~ ~~~ ~~~~~ ~~~~ ~~ ~ 

~~ 

~~~~~ ~ 
~ ~~~~ ~ ~~~~ ~- ~~ ~~~~ 

~ ~ ~~ ~ ~~~~~ ~ ~~~~ ~~~~~ ~~~ 

11/1/02-- The supervisor explzned thatthe CA~ was trained 

supervisor explained ~~ to him again that h is profile note 
field is- f i i~and can hold no more special istructions~. 

~ 

~~ ~ 

~~~~ 44 ~~~~~ 11/1/02 ~~ ~~~ The customer was complaining that theCA ~ ~~ ~~~ 

~ had ~~~ called twice ~~~ on abusy ~ signal. ~~~~ He ~~~ 

He told the supervisor that he wanted an e mail 
from Sz ~ reg. ~~~ a mandate ~ ~~~~~ that relay is to function ~~~~~ 

t h e  same as normal ~~~~ phone ~ ~~~~ calls, andhe ~~ never 

~ to ~ handie~busy signalsby calling twcce. The 
- ~~ ~~~~~~~~ ~ . wants it put in his profile to ~~~~ only call once. ~ ~~~~ ~ ~~ ~ 

~ ~~ 

~~ ~~~~~~~~~~ 

The customerbecame ~ ~~~~ veGaFgry ~ ~~~~ and ~~~ said he knew ~~ 

~ ~~~~~~~ 

~~~~ it could ~~~~ be done. The supervisor ~~ ~ said ~~ ~ we  would-^ 
~ 

~ ~ ~ ~ ~~~ askedfor ~ -~ a profile that ~~~ he has to ~ pay ~~~ for. ~~ ~~ check ~~~~~~ ~~~~ to see if his request ~~ ~ could be ~~ a c c o m m ~ d a ~ d .  ~~~ ~ 
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and ~ then he hung up 
~~ 

~~~ . ~~ ~~ ~~ ~ ~~ 

47 11/3/02 The customer called~in and ask for a 
speclfic supei ior . -When he came on line, the 

~~ ~ ~ ~~ customer ~ was very angryand starled ~ ~~~~ 

yelling that the s u p e k o r  hadtold him 
~ ~~ ~~ 

that "That's theway it is. ~ That's the~way 
~ ~~~~~ ~ ~~~ ~~~ ~~~ it's go~ingto be, and you can*t do anything- 

about i t . ' T s a i d  h 7 s  ~~~ t ap ingz~o f  ~~ our ~ conversa- ~~~~~~ 

-~ tions and playzhem -~ on his VCR. ~~~~ He said that ~~~~~~~~~ if 
SBC was g%g to call him ~~ up ~ and rebuke ~ ~~~~~ him, he 

~ ~~~~ ~ 

 was^ going to ~~ beready. ~~ 

~~ 

~~~~~~~~ ~ ~~~ ~ ~ ~~~ ~~~~ ~~~ ~~~ 

11/3/02 The supci isor apologized for the problems shehad 
and assured her that it would ~ be taken care o f r ~  
The supervisor checked the CA number ~~ list ~ and we 
do not~have any number 9571f. All our numbers 

~~ 

48 ~ ~~~~ 11/3/02 ~ ~ ~~ A customer from a Family Practice ~~ ~ caiied to say - ~ ~~ ~~~~ ~~ ~ 

that CA9571 F was rude and would not hold when 
she wasasked t c ~ S h e  said the CA kept talking 
and would not let her speak. The customer asked 
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No. Dateof ~ ~ ~~~ Nature ~ of Complaint ~ ~~~ 

Complaint 
-~ ~ ~~~~ 

Resolution 
~~~~ ~~~ 

Date of 
~~ ~~ ~~~ 

Resolution I 

~~~~ ~~ ~~~~ ~~~~~ 
~~ 

52 1111 1/02 The customer said the CA dialed a number ~~~~~~~ for ~~ ~ 

~ ~ ~~ ~ ~~ ~~~ 

him and ~ ~ _ _ _  it rang three times ~ then stopped. The 

continueand finally he typed GA GA GA ~~~ to find ~~~~ 

out what was happening. 
so the customer typed "hey are you there!" Still 
no answer and typed GA GA GA. ~~ The CA finally 
said "if youdon't t r e a t e  ~ nice I'll ~ not continue." ~ ~ ~~~~ ~~ ~~ 

Customer responded ~~~ that it was her problem ~~~~~~~~~ for 

~ ~~ ~~~~~ ~ 

customer waited and ~~ waited for the ringing to 
~ ~~~~ 

~ ~~~ ~~~~~~~ 

CA did not answer ~~~~~~ ~~ 

~~ ~~ ~~~ ~~~ ~~~~~~ - 
~~~~~ ~ ~~ ~~~ ~ ~ ~ ~~~~~ 

~~~~ ~~ 

~~~ ~ ~~~~ 

not being ~~~~ responsive ~~~~ to Km. 
~~~~ ~~ 

~ ~ ~~~ 

53 11/13/02 The customercomplained ~~ that 2 CAS did n o t ~ -  ~ 

handle hTcallscorrectly. ~ ~~~~ He was ~~ looking ~~ for a 
listing for his ~~ newly married niece. 

11/11/02 

~~ 

1111 1/02 

~~~ 

11/21/02 

1 111 3/02 
~ 

~ 

11/24/02 

~~ ~~ 

equipment problems also, again apologized and 
offered other callwhich he  accepted.^- 

The manager spokkwith the CA named in the 
complaint. She d id io t  recognize the number 
or remember any disconnection ~ ~~ problems. ~ 

The equipment ~~ manager found ~~~ no equipment ~ problen ~ 

~~ 

 the supervisor apologized to the customer  and^ 
said a report would bemade to the CAS manager. 

~ -~ ~ 
~~ 

~~ ~ ~ ~~~~ ~~ 
-~ ~ ~ ~~ ~~ 

i~~~~ ~~~ ~~ ~~ 

~~ ~ ~ 
~~ ~ 

~~~~~~ ~~ ~~ ~ 

~~~ 

~~~~~ 

~~ ~~~~~~ ~~ . ~ ~~ 

~~~ ~ ~~ ~~~~~ 

~~ 
~~~ ~ ~ _ _ _ ~ ~ -  ~~ 

Both CA s had reported to ~~ the ~~ ~ supervjsor ~ ~~ that they 
couldnot understand ~~ ~ the customer. The supervisor ~ ~~ 

c came on line and also ~ ~ ~~~ had ~ ~ some ~~~~ ~~ ~~ difficulty getting the 
name the customer was voicing. The customer sgd ~ I 

~~~~~ make ~~ sure ~ this ~~~ was documented. The ~~~~ CA~then' ~~~~ ~ 

was able to place the call for him. 

The supervisor ~ apologized to the customer ~~~ i i d  sid ~~ 

the CA and shesaid when he called~in ~~~~~~~~ to her he ~ told ~ 

her to place a call ~~~~~~~~~~ to the sports department, ~~~~ he 

"real quick'. When she called and announced relay 

.~ ~~ ~~ ~~~~ ~ 

~ ~~ 

~~~ she ~~~ would talk to the CA. The supervisor talked to 

~~~~ ~~~~~ 

~ ~~~~ wanted her to ~ ~~~~~ tell ~~ them he wanted to talkto them 

the person said they were on deadline and didn't 
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~ 
~ ~- ~ 

~ ~ _ _ _ _ ~ ~  _ _ ~  ~ 
~~~ 

55 11/26/02 :The customer said she usually never has a problem 
;with ~ _ _ _ _ _ ~  the relay but "when ~~ I end a conversation with 
someone, I put sk then ask CA to call another 

someone's last word. I am in rush _____ sometimes ~~ 

the CA s followed me no problem, but this CA 
interrupted me to ask if I wanted another call." 

11/26/02 ~ - ~ _ _ _ _ ~ - - ~  The supervisorapologized that ~~ she ~~~ h ad  trouble 

~~ 

~~~~~ 

-~ with that call and said she would talk-to theCAon ~ 

make another call before the call she ~~ was ~~ onhad- ~ 

~ 

disconnected. The CAtried to explain ~~ to ~ the 
customer the rules and that the ~ 1st call was 

~ ~ _ _ _ _ ~ ~ ~  in progress -____~ when the customer was wanting ~~ to ~ ~ 

- ~~~ 

-~ ~~~~ 

the call. ~ ~ - _ _ _ _ - ~ ~ ~  The CA said the customer asked - her to 
~ 

~ ~~~ 

~~ numberqulckly that I didn'twant ~ _ _ _ _ ~  to wait ~ for ~~~~~~ ~ ~ 

-~ - ~~ ~~~~ ~ ~ ~- _ _ _ ~ ~ ~  

~ ~- ~ ~ ~~ 

~ ~ _ _  ~ ~ -~ ~ ~ ~~~ 

~ -~ ~~~ ~~ The customer -~ ~ said "I ~ - -  already ~ ~~~ gave the number, ~~~~~ but ~ ~ make another call. ~ -~ ~ 

~~ I had to _ _ ~  repeat ~ it Then ~~~ the ~ CA explained ~ I have to ~ ~ 

~ ~ _ _ _ _ ~ ~  also review the CAS ~~~ role in handling ~~~ ~~ ~ ~ cal ls ~~~~ 

~~ ~ ~ 

wait ~~~~ for someone __~  on line to hang ~~~~~~ it up. She has to 
follow the law. ~ I wish ~ she would ~ be flexible and ~ ~~~~ ~ ~ right to control ~~ what happens on calk: ~ S h e d i d  ~- ~~ ~ 

use a common sense. We are about finished so 

12/9/02 Manager talked to the CA to explain the customer's 
~ ~ ~ ~~~~~~ 

~ ~~~~~~~~~~~~~ 

~~~~ ~ ~~~~ ~ ~ ~~~ ~ ~- ~~ 

~ ~~ ~ ~- ~~~~ ~~ 

that I don't have to and there are somebody to hang 
~~ ~~~~~~~ ~ ~ 

it upquickly." ~- ~~ ~~ 

~~~~~ said he placed the call at4:58 PM. The customer ~ ~~~~~ ~~ 

,also said that i t  happens ~~~~ every once ~ _ _ _ _ _ ~ ~  in a while and 

~ ~~~~~ ~ ~~~ ~~~~ ~ ~ -~~~ 

56 ~~ 11/30/02 The ~ customer said that the CA hung ~ up ~ on him 
before he could giveher the number to call. He 

11/30/02 ~ ~- ~~~~ ~~ 

The supervisor ~ apologized ~ for the problem and said 
she would talk to CA to try ~ ~ and ~~~~~~~~~~ determine ~~~ ~ what 

spoke to the CA and she couldn't remember 
any problems ~~ with disconnections for ~ any one. ~~~~ 

~~~~~~~ ~~~~ 

might have ~ ~ been ~ ~~~ the problem. The supervisor ~ ~ 

~~ ~~ ~ 
~ ~ 

~~~~ ~~~ ~ ~ ~~~~ 

he would like for it to stop. 
~- ~~ ~~~ ~ 

~~~~~~~~ The equipment ~~ manager ~ checked and ~ found ~ no 
equipment problems. 

~~~ 

~~ 
~~~~ ~ ~ ~~ ~ ~~ ~ ~ ~~~~ 

57 11/30/02 ~~ ~~~~ The customer complained about theCA because ~~ 11130102 The customer ~~ ~ gave ~ no information thatcouldhelp ~ ~ ~~ 

identity the CA, the time of the call, etc., so no 
~~ ~~ ~~ ~ 

~~~~~ ~ he said ~ it wasn't any ~ ~ _ _ _  of the CAS business ~ to know ~~~ ~ ~ ~~~ 

how much he pays for his pizzas. The customer ~ 

~~ said he gets ~ a ~~~ special price from Pizza Hut from 
their headquarters in Dallas and that its none of 

~~~ ~ investigation was possible. ~ 

~~ ~ ~~~~ ~ ~~~ 
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~ ~~~~ ~ ~ 

1/1/03 ~- The~customer ~~ called ~~~~ in wanting to speak to a 

call a local number and said if the ~~~ News Room 

~ ~~~~ 

supervisor. The customer stated ___~ he had called in 
to another CA and gave her specific instructions ~ ~~~~~~ to 

~~~~~ answers to hang ~~ up ~ but if the ~~~ Sports Department ~~~~ 

answers the phone he would talk to them ~~~ The ~~ 

customer said he had to give the instructions a 2nd 

the instructionsa3rd time which he did. The 
customerstated ~~~~ the CA never ~~~~~~~ responded and ~~~ ~~~ he 

~ ~~ ~~~ ~ _ _ _  

~~~ ~~~~ ~ ~ ~~ ~ ~~~ ~ 

~ ~~~~~ 

~~ 

~~ ~~ 

~~ ~ ~ _ _  . . ~~ ~~ ~~ 

. time ~~~~ to the CA and the CA asked him to repeat ~~~ ~~ 

~ ~~ 

~ ~~ 

~~ i/iiW ~ ~ ~ The supervisor said she was sorry he ~~ had  had-^ 
- 

~ ~~~ p r o b z n d  ~~~ that acornplaint ~~~~ would ~~~ be typed~ ~ up- ~ ~ 

did not ~~~~~ seem mad, just frustrated. ~~ He ~~~ was okay with ~~~ ~~ 

~~~~~~~~ ~~~~ and sent to ~~~~ the CAS manager. The-customer ~~~ - 

~~~~ ~ 

~ _ _ _ ~  the new ~ CA. The ~ ~~~~~ CA ~ ~ named in the complainthad ~~ ~~~~ 

~~~ not 
~~ ~ notified ~~~~~~ anyone of ~~ computer problems. ~~ 

~~ ~ ~~~ 

1/1/03 ~ ~~ The ~~~ ~~ equipment manager ~ checked and ~ ~~~ found ~ ~ no 

equipment problems. ~~ 

typed several GAS expecting ~ some kind of response. ~ ~ ~~~~~~~~~ 

The customer ~ ~- thinks ~ ~ the ~ CA ~ hung up on ~~ ~ him since 
~~~ ~ _ _ _ ~  

~ ~~ ~- she never responded ~~ 

~ ~~~~~ ~ ~ ~~~~~ ~~~~~ ~ ~~~ ~ ~ ~~~~~~~ 

1/6/03 The customer wanted ~~ to speak ~~~~~~~~ to a -~ supervisor ~ 

and said he was upset because the CA had typed 

Louis and our area mgr, that is not right, is only 
the CA ~ opinion not verbatim, then he claimed he 
heard a female voice thinking it was the person 

7/6/03 The ~~~~~ supervisor thanked ~~~~~~~~~~~ the customer ~~~~~ ~~~~ for the i$o  and-^ 
~~~~~~ asked him if he ~~~ ~~~ wanted the CA to make another ~ 

call for ~~~ him . . .  he said no ~~~~ thanks ~ ~ ~~~ he neededto ~~~ 

~ ~ 

finish his laundry and then customer hung up. 
The supervisor ~ did~talk with the CA and she said 
the person he called did say GA to SK and so she 

~ ~~~~ ~~ 

.~ ~~~ ~ ~~~~~~~~~ ~~ -~ ~ 

~ GA ~~~~ to SK and then the customer said that per St. 
~~~~~ ~ ~~~~ ~~~~~ ~ 

~~~ ~ 

~ 

~ ~ ~ ~~~~~ ~~~~~~ ~ ~ ~~~ 
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her the number to call. He went ~~~~~~~ on ~ to ~~ suggest ~~ ~~~ 

~~ ~ ~~~ 

the CA work and dial numbers ~ ~~~~~~~~~ like they are ~ 

~ ~~ ~~~~ 

supposed to, if not "1  guarantee the KRC will be 
answering to their superiors." ~ ~~ ~~ Then ~~ he hung up. 

~~~~ ~~~~~~~~ ~~ ~ 
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No. 
~~~ ~ ~~~ ~ 

Date of Resolution 
~~ ~~ ~~~~~~~~~~~ ~~~~ 

Nature of Complaint 
~ ~~~~~ 

Dateof 
~~ 

~ 

Complaint Resolution 

64 

~~~ 

1/23/03 Manager spoke to the CA, and she said the customer 
seemed very frustrated, but she did not hang up early 
or refuse to cooperate ~ with ~~~~~~~~~~ the customer ~ or i n a t  her, ~~ 

difficult calls. 

~~ ~ ~~ ~ ~~~~ 

~~~~~~~ 

The manager coached the CA on ways ~ ~~~~ to handle ~~ 

~ ~~ ~ 
~~~~~~ 
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~~ 
~~~~ ~~~ ~~~~~ ~ ~~~~ ~~ ~ ~~~~~ ~~ ~~~~~ 

2/1/03 ~ ~~~~ The ~ customer wanted to speak to a supervisor ~~~~~ 

He then asked for the supervisor's "code" name, 
2/1/03 ~~ ~~ ~~~ ~~ Supervisor ~ ~ had tried to type ~~~ GA ~~~~~~~ to the -~ customer ~~~~ 

~~ 

  but evidently there were some problems in 
receiving it. Since he called ~~ at ~~ ~~~~~ a t imewhenthere ~~~~ ~~ W& 
a supervisor on duty, there was nothing more t h a t  

~~~~~~~~~~ Talked with the CAwho had taken theCaliland ~~ she 

~~ , 
66 

~ ~ 

~~ ~~ ~~~~ ~~ 
~~ ~ 

~~~~~ and ~~~~ not to give him "the~Gettysburg Address. ~~~ 

~ ~~~~~~~~ ~ ~ ~ ~ 
~~ ~~~~~ The supervisor ~~~~ -~ ~ ~ repeated hername, ~ ~~ and he became ~~~~~ ~ ~~ ~ ~~~~ ~~~~~ ~ 

~~~ ~~ , ~~~ 

very mad, saying he guessed he would not get GA. 

~~~~~ a different ~ ~ supervisor. Since only one was on duty 

~~~~ He then ~ began to curse very loudly and angrily, so 

same supervisor came on ~~~~~~~~ line at his request, ~~ he ~ ~~~~ ~ 

2/2/03 

could be done ~~~ ~~~ ~ for this customer at this time, 
~~ 

Several times he said he got no GA. then asked for 
~ ~~ ~ ~~ 

~ ~~ 

~~ - said he was upset about the GA ~~ to ~~~ SK ~~ issue. 
~ ~ ~~~ ~ 

~~~ ~~ ~ at that time, we could ~~~~~~~~ not com&with ~ his request. ~~ ~~ 

~ ~ 
~~ ~ 

~~ 

- ~~ ~~~~ ~~~~~~ ~ ~ 
~~~ ~~~~ ~ the supervisor ~ did ~ ~~~~~~~ disconnect at that point.  he ~~~~ ~~ 

~~~ ~ hung up without ~ ~~~~~~~ stating any ~ ~ complaint. ~~ ~~~ 

~~ 
~~~~~~~~~~~~~~~~~ ~ 

~ ~~~ immediately ~ ~~ ~~~~~~~ called ~~ to relay again, and when ~ ~~~~~~~~~~~ the 
~~ ~ ~~~~ ~ ~~~~~~~~~~~~~~~~ 

~~~ 

~ ~~ ~~ ~~ ~~ ~~ 

~ ~ 
~ ~ ~ ~~~ ~ ~ ~~ 

~ ~~~ ~ 

67 ~ .~ 2/2/03 ~~ The customer called in and immediately ~. . . asked to ~ ~~~~~~~~ See the complaint of 2/1/03 ~ for the samedetails ~ 

~~ 

speak to a supervisor. The supervisor identified 
herself and asked what she could help him with. 

supervisor he had ~ ~~~~~~ spoken with. He said she was a 

to him and never got the supervisor. The supervisor 
  assured him she was a supervisor and asked if 
he wanted to make a call? He then talked about 
the GA to SK issue and said St Louis had said 

apply here. Not sure what the custornerls~ 
saying aboutthe~ssueof the GA to SK. but there 
have been no directives from anyone in the 
company anywhere (St Louis or any other location) 

relay ~~ use ~~~~~~~~~~~~~~~ as appropriate ~ ~ ~ relay etiquette ~~ G~end ~~ the 
call with GA to SK. 

~ ~ ~~~~~~~ ~ ~ 

~ ~~~~~~~~~~~ 
~ ~~~ 

He referred ~ ~ to the incident last night 2/1/03 with ~~~~~~~~ ~~~~~~ ~ ~~ ~~ ~~~~~~ ~~ ~~~~~~~ 

~~ ~ 
~ 

~ 

CA and he knew it and that she is always abusive ~~ 
to change the procedure that ~ all ~~~ otherusers 2~ -~ 

~~~~~ ~~~~~ ~ ~ ~~~~~~~~ .~ ~ 
~~ ~ 

~~~ ~~~ ~~~~ ~~~~~~~~~~~~~~~~ ~~~ ~ ~~~~~~ ~~ ~~ 
~~ 

~~ ~~~ ~~~ ~ ~~ ~~~ 

~~~ ~ ~~ ~~~~~ 

~~ ~ ~~ 
~ ~~ ~~~ 

~ ~~ ~~~ we should not be ~ ~ doing ~~~~~~~~~~ it. The supervisor ~ advised ~ ~~ ~~~~~ 

~ that ~~ the outreach manager ~ would be calling or 
~~ 

~~~~~ ~~ ~ ~~ e mailing him about this issue. ~~~~~ ~~~ 
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Nature of Complaint Date of Resolution ~- 
~~~~ ~ ~ 

~ ~- - ~~ ~ ~~ ~~~ 

2/5/03  the customer calGd in and asked to speak to a ~ 

supervisor. He said he ~~~~~~ had just called into the 

that she couldn't ~~~ ~~~ place ~ his call since he came in 

~~ 2/5/03- 
~~~~~~~~~ ~~~ . 69 

~ ~~ 

relay using 71 1 and the CA hetalked to ~ told ~~~ ~~ him ~ 

~~ could do and the CA just told him she ~~~ couldn't ~~~~ ~~ ~ ~~~~~~~ 

~~ ~ 

~~~ 

~ ~~ from Missouri. The customer ~~ then ~~~~~~~ asked what he 

place his call ~~ ~~~~~ and - then hungup. He didn't get the 

a minute or two~before ~~~~~~~ he ~~ called back in and said~ 
the CA was ~ a female and soft spokenl 

~~ 

2/6/03 
~~ .~ ~ ~~~ ~~ 

~~ ~ ~ ~~~ CA number but he said he had just placed the call ~~ 

No. ~ 

~~~ ~~~ ~~~~~~ 

. The ~~ supervisor apologized for the problem ~ ~~ and ~~ told 
him that it would be reported to the C A S  manager. 

~~~~~~~~~ The customer ~~ ~~~~~~~ asked how he could ~ ~~ ~~~ getthe M&,o&I 
Relay and he was given their toll free ~~ number, ~~ 

Manager called to the customer to explain about 
the reason for not being able to place ~ the ~~~~ call. The ~~ 

customer said ~~ his real problem was ~~~ ~ ~ the ~ CAS rude 
behavior. The manager said she would ty to find 
the CA and deal with ~~~~~~~ the problem. ~~ Further investi- 
gation ~ did not ~ ~~~ find the ~ CA ~~ ~ ~ since ~~~~ a call hadnot ~ been 
placed, and there was nothing further that ~~ coi ld ~~~~ be- 
done. 

~~ ~ ~~ ~~~ 

~ ~ ~ ~~~ ~~~~~~~ .~~ ~~ ~~ ~ ~ ~~~ ~~ ~ 

~ 
~ ~ ~~ ~ ~~~ 

~~ 

~ ~~ ~ ~~~~~~ ~ ~ ~~~ ~ ~ ~ - ~ ~ ~ _ _ _ _ _ _ _ _ _ _ _ _  Dateof I 
Complaint I 1 Resolution I 
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No. ~ I Dateof ~~~ ~~ 

I Complaint 
- 

~~~ ~ ~~ ~~ 

Resolution _ _ ~  ~~ ~ ~~ 

~ ~~ ~~~ Nature ~ of Complaint Date of 
Resolution 

~~ .~ ~~ ~~ ~ ~~~ ~~ ~~~ 

2/11/03 The customer told me her name and said she had 
justplaced a call through the relay ~~~~ and gave ~ me ~~ 

the CAnumberThe ~~ number called was a wrong 

customeEld sheasked theyA to . redz the  ~~~~ 

number and the CA refused~~and she asked ~~ forthe 

~~~~~ ~~~~ ~~ ~~~~ 

~ ~ 

number and she askedthe CA todial aga inThe  ~ ~~ 

~~~~~~ CA'S~nu m ~~ berand ~~ she-refused ~~ ~~~ togive ~. it. ~~ 

___ 
~~ 

~~~ ~ ~~ ~~ . ~~ ~~ 

The ~ supervisor ~~ told the customer ~ -~ that the CA had 
called her over tolook at the call on the screenand 
theCA had redialed the call for her but that it was 
a wrong number both times. The CA ~ had ~ also 
givenher CA ~~~ number. ~ , ~~~ The supervisor apologized~ 
forthe confusion but the customer said"not 
confusion, that the CA never dialed again for her" 
She then ~~~~~ said "thank you; and disconnected. ~ ~ ~ 

~ ~ ~- ~ ~~ 
~~~~ ~~~ ~ 

~~~~~~~ ~- ~~~ 
~~ ~~~~ ~~~~~ 

~~ 

~~~~~ ~~ 

~~ ~ - ~~ ~~ 
~~~~ ~ ~~ 

~~ 
~~~ ~~ ~~~~ ~~~~ ~~ 

2/21/03 The~customer askedfora supervisor - ~~~~ and asked if 

c the supervisor answered yesthat the CA-ould ~~ tell 
~ by ~~ the number if there wasa profileor not. The 

~ ~ ~~ customer complainG-Fhat he has had CAssay to 
him "oops, I forgot to check." 

2/21/03 ~- ~~~~~~ 

The supervisor ~ advised him to always ~ get a CA 
number so we could review ~~~~ the procedure- The 

not complaining ~~ about any specific ~ CA. 

all CA's~had accTss to profiles at each  position--^ ~~~~~~~ ~ 

~~~~ 

~~ ~ customeragreed ~~~~~ ~~ and hung ~~~ ~~ ~ up. The customer ~~ was 
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No. Date of 
Complaint 

~~~~~ ~~~~~~ ~ ~~~ ~~~ 

76 3/6/03 ~ Customer ~~~~~~ talked ~~~~ to Supervisor ~ to ~~~ say ~ that when ~~~~ she 3/6/03 

the TRS center would answer TTY first and not 
~~ ~~~ answer voice, ~~~~~ but hang ~ up. ~~ Customer ~~~~~ also filed 

tract administrating body, saying she ~~~~~~~ felt it  was^^^ 
~~ happening too oflen, and was concerned about 
customer ~~ ~~~~~ ~ access to the relay services ~~~ ~ ~ 

via either 
~ 7 1 1  or the 800 number. ~~~~ 

~ ~~~ ~~ ~~ ~~~ ~ 

called to relay ~~ from her Independent ~ Living ~~ Center 

a formal ~~ complaint ~~~~~~ with KRSI, ~~~~ the KS TRS con- 

~ ~ ~~~~~ 

~~~~~~~ ~~ ~~~ 

~~~ ~~ ~~~~~~~~~~ ~ 

3/7/03 
~ ~ ~~ 

311 1/03 
~ ~~~~ ~~~ ~ 

~~~ 

Resolution 
~~ ~ ~ ~ ~ ~ _ _ _ _ _ _ ~ ~  Dateof ~ ~ ~~ 

Nature of Complaint 
~~~~ ~~~~ 

Resolution 

it to a manager and customer hung up. 

The supervisor told him it would be reported to the 
manager. Since there was no specific procedure or 
policy, the CA and manager could nottel l  what the 
customer was complaining about. 

The supervisor said she would report it to a manager. 

Manager met with the CA, but she could notrecall 
any hang-ups, and she was not doing any 
personal business while on duty. 

Manager tried to call back to the customer's center 
via TTY, but was never able to access her number 
through TTY. 

Hearing manager ~~~ ~ called to the customer's gfficel-but 
found she was out of office until 311 1/03. Lefl- 
a message that the relay center had called-~ 

Manager called back to the customer to d~scuss the 
issue (and advised her of previous attempts to call 
her). She said there were a total of 13 different 
n u m b e r s h e r  office, but~she would send t h e  
relay a list of all those numbers so they could be 
entered into the data base to a n s w e r z c e  fFst at- 
all times. This would make relay more accessible 
for the greater number of all the disabilities~who ~ 

utihze the relayrrom her office. 

~- ~ ~ _ _ _ _ _ _ ~  

~~ 
~ 

~ ~ ~~~ ~ 

~~~ ~~ ~ 
~~ 

~~~ ~~ ~~~~~~~~~ ~ ~ - ~~~~~ 

~~ ~ ~~~~ - -~ ~~ ~ 

~~~ ~ 

~~ ~~~ 
~~ ~~~ - ~ ~~~ 

~~ ~~ ~ ~ 
~ 

~~ ~ -~ ~ ~ ~ _ _ _ _ _  

~~~~ ~~~~~ ~~~~ -~ 

-~ - -~ ~ ~ ~~~~~~~~ ~ ~~~ ~ 

~~ 
~~ ~~~~~~ 

~~ ~ 

~~~ ~~ 
~~~~~~ ~ 

~~~~~~~~~ 

~ 

. ~~ ~~~~~~~ ~ ~ 

~ ~~~~~~~ ~ ~~~~~~~~ 

~~ ~- .~ ~ ~ ~~~ ~ ~~ 

~~ ~ ~~~ 
~~ ~~~ 

~~ ~~~ 
~~~~~~ .~ ~~ 

.- 

- ~~ ~~~~ 

~~~ ~ ~~ 

~ ~~~~~~ ~ ~~~ 

~~ 
~~~~~~~ 
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Resolution 
~~ ~~ ~~ ~ ~ _ _ _ ~  Date of No. - Dateof I ~~ ~~~ Nature of Complaint ~ ~~ 

Complaint I Resolution 

~ 

The supervisor asked the CA if she h a d  had the 
customer recently and she said she h a d  him j u s t  
before going to break. The CA stated she made the 
call for him and the person who answered was not 
familiar with the relay so she put the vco customer 
on hold so she could explain the relay. The Cx 

~~~ ~~ 
~~ _ _ ~  ~~~ 

3/8/03 The customer said he thought the CA made a lot of ~~~~ 3/8/03 
mistakes and asked the supervisor to report this 

~ ~~~ ~ ~ - _ _  ~~ 

77 - ~~ 

~~ ~~ __ ~~ 
_ _ ~  ~ _ _  ~~~~ ~ ~~~ ~~~~ ~~~ ~~~ 

~~~~ ~ ~~ ~~~~~ 

~~~ ~~~~~~ ~ ~ ~ 
~~ ~ 

~~ ~ 
~~~~~ ~ 

~ 

~~ ~~ ~~~~~ ~ 

-~ 

3/12/03 

3/12/03 

~~ to the management. ~~~~ ~ He ~~ said the CA _____~ only uses a ~ ~ _ _ _ ~  ~ 

single "sk", and switches to VCO too soon, ~~~~ then 
~~ - ~~ 

all he gets is ~ ~ _ _ _ _ _  a garbled message. ___ The customer 
,then hung up. 

~ ~ ~~ 

~~~ ~~ ~~~~~~ ~ 

~- ~ ~ ~~~ 

:The customer -~ said he had~a complaint about ~ ~~~ a CA. 3/10/03- 
~~ He said the CA ~ ~~ neverplaces ~~~~ his phone ~~~~~~ calls, she 

~ ~ ~~ ~~~ ~ 

~ doesn't ~~~~ use the space ~~~~ bar, and she ~~~~ "doesn't ~ do ~ ~~~ 

a n y t h w a n d  he wanted this corrected. ~~ He ~~~ then 
~~ said ~~~ thank you, goodbye and hung ~~~ up 

The customer said the CA had typed the-greeting 
.~ ~ ~~~ 

3/12/03 
and vco Ofl~GA, but never received ~~~ a response. ~~~ He ~ ~~~ 

gave the CA number. ~~ 

~~~ 

~~~~ ~~~~~~ 

~~~~~~ 

The customer wanted tomake a complaint ~ ~~~~ ~- against ~ 3/12/03 ~ 

a CA. The customer stated when he called to the ~~ 

relay at 1 :00 AM he asked her to call to an ~- 
~ 

~~ answering machFe, listen to~the message, and 
tell him whatthe message said. The customer 

3/13/03 

noticed the monitor light ~~~~ was blinking, meaning the 
vco customer ~ _ _ _ ~  was ~~ talking. ~ When s h e  switched 

~ 

over to vco. the customer was already tzking-The- 
voice customer said he didn't understand what the 
vco customer was talking ~~~ about. After ~~ ~ ~ the cal l  
the vco customer started yelling and cusslnyat the 
CA, so she did disconnect at that point. 

When speaking with ~ ~ _ _ _ ~  the CA, she said-he hung up 
before ~ ~~~ she was able ~~ ~ to place any call-for ~~~~ ~ him. ~ 

~~~ 

~__ ~ 
~ ~ _ _ _ - ~  ~~ ~ ~~ 

~~ ~~ ~~~~ 
~ 

~~ 

~~~ 
~~~ ~ .~ 

~~~~ ~~ ~~~ ~~ 

~~ ~~~ 
~~ ~~ ~~~~~~ ~ ~~~ - 

~~~~ 

~~ ~ 

The~supervisor apologized for the trouble-and 
thanked him~for ~~ calling ~~~~ in. Before he had called 
in theCA ~ had called and said she h a d  ~- justhad- ~~ ~- 

this customer and that when she answered the call 
went to ASCII so she was not able torespond to 

t h e  c u s t o m z d  when itcycled back a r o u n d  

~~ ~ 
~~~~~ ~~~~~ ~ ~ _ _ _ _ _  

~~ 

~ ~~~ ~~ -~ 

~~ 

he  had^ ~~~~ hung up 
~ 

~ ~~ ~ ~ ~~ 

The ~~ 

supervisor~apologized ~ ~~ for all the ~~ trouble ~~~ he - had ~~ 

had and thanked him for calling in to let us know. 

~~ Manager spoke with the CA, ~ ~ but ~ ~~ ~ she ~~~~~ said-she had onl! 
tried to give the customer the information he 

~~ ~~ - ~~~~~ ~ ~~ ~~~~ ~ 

~ 

~~~~~ ~ ~ 

claims when she told him the message she left ~requestedr~she had not had any calls thatshe 
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~~~~~~~ ~ ~ ~~~~~ ~~~ ~~ ~ ~ ~~ ~~ ~ ~~~ ~ 

3/26/03 The s<n~called the outreach manager to inform him 
~ thatthe ~ ~~~~ dispatchefs taped conversation was 
very differentfrom the printed Tyv-tape. The manager 

~ ~~ 
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Resolution 
~ ~~~ ~~~~ ~~ 

~~~~ 

Nature of Complaint Date of 
~ ~~~ ~ ~ ~~~ ~~~~ ~ ~ No. Dateof ~ 

Complaint Resolution 
,asked the son to please forward that PSAP tape 
!so we could investigate the situation more fully. 

~~~~ ~- ~ ~~ 
. ___~ ~~ 

~~ ~~ ~- ~~~ 

'The matter will be fully investigated when the 
~~~~~~ ~~ ~~~~ ~~~ 

~~~ ~ ~ _ _ _ _ ~  

~~ 

3/26/03 3/26/03 Customer ~~~ called ln~and -~ saidthat she ~~ receved ~~ ~~ 

~~~~ very rude s e i . .  and ~- that a customer kept 
~~ calling herI-She wanted the supervisor ~~~ ~ to tell ~ ~~ her 
who has been calling her. 

~~~~~ 

3/28/03  customer co~ntacted-fiSl office and com~plained 
that SBCLD will charge her at least 15 cents per 

~~~~~~ 
~~~~ 

tape arrives. 
After full investigation, the CA was found to have-- 

~ mishandled ____~ the ~ ~~~~~~ situation and WaS~sUbjected ~ to 
~~ ~ ~ 

~~ -~ ~~ 
~~ disciplinary ~~ action. ~~ 

~~~ 
~~ ~ ~~~~ 

~~ A manager called the customer to explain that the 
relay center had no mandate or control to force 
any company to accept relay calls. Eachcompany 
made that decision internally, and there was no 
law that required them to handle relay cal ls The 
manager provided other options ~~ to~the customer, 
and she t o i d G c a l l  SBCLD and discuss'this 

~~~ ~~ ~ 
~~~ ~~~ ~ ~~~ 

~~ ~ 
- ~~~~ ~ 

~~~~~ ~ -~ -~ ~ ~~~~~~~ 
~ 

~~ 
_ _ _ _ _ ~ ~  ~~~~ 

~ ~ -~ ~~~ 
~ ~~~ ~~~~ 

~ ~~~ 

~ ~ ~- ~~~~ 
_ _ _ _ _ - ~ ~  

matter -~ with them. 
~ ~~ 

~~ ~~ 
-- ~~~~ ~ 

The ~~~~ supervisorexplained there was no way 
~~ to tell her ~~ who had been calling her~and she then 

asked for the supervisor's managers name -She 
wasslven a direct number for ~~~~~~~ a relay-center ~ manager. 

:She seemedto be saying ~~ that someone called her 
~~~ through the ~~~~ relay ~- ~~ and was being very~rude, ~ ~~ but she 

did not know who the caller was. She wanted the 
relay center to provide her with the name and 

n u m b e r  of who was calling her through the relay. 
~~~ The-supervisor ~~~ explained ~~ ~~~~~ we were legallyboundto ~ ~~ 

~ NOT ~~ provide that ~ specific information excepiby 
court order. She thanked the supe%orfor the 
manager's contact number. ~ ~~~~~~~~ 

~~ 

~~ ~ 
~~~~ 

- 

~~ 
~ ~ ~~~ 

~ ~~ 
~~~~ ~ 

~~~~ 

~~ ~ 
~~ ~~ 

~ ~~~~~~~~~~ ~ 

~ ~ 

~ The~manager ~~ of the center wrote to the KRSl office 
to explain that SBCLD is a separate ~~~~~~~ sub,  and is 
not treated any differently than any other IXC here 

~~~~ ~ ~ ~~ ~~~ 

minute for calls made through TRS: She wants 
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No. Date of 
~~ 

Complaint 
______ 

~~ ~ 

Date of Resolution ~ ~~ ~ ~ ~ _ _ _ _ _ _ ~ ~  ~~ ~ 

Nature of Complaint 
~~~ ~~ I Resolution I 

~ 

for resolution to this problem - 

~ 

86 4/3/03 
~~ 

88 4/5/03 

_____ ______ ______- ~~ ~~~ ~ 

4/3/03 
~ ~~~~ ~ 

The customer was angry because when we answer 
him the message now comes on that caller ID will 
be sent. He wants it removed from his number or 
he will contact someone ~ to make us remove it. 

~ ~~ -~ ~~ ~~ 

_ _ _ _ ~ ~  ~~ ~ ~~~~ ~~ ~~ ~~~~ 

~ ~ ~~ ~~ ~~~ ~~~ 

~~~ ~ ~~ ~~ ~~~~ 

~ ~- ~~~ ~  the supervisor triedto explain to him that this was 
_____ temporary and that~it was programmed for ~ all ~~ 

numbers that called in, and that we could not remove 
it from just one number. The supervisor ~~~~~ apologized 
and said he understood his anger and  a report 
would be made. The customer started yelling 
,that he reported this 48~hours ago andwasto id tha t  
it would be removed from his numberand that if we 
didn'tmove it he would talk to outsideage& - - and - 
force the relay to remove it. 

~~ ~ ~ ~~ ~~ 
~~ 

~~~~~~ 

~~ 
~~~~~~~~~~ ~~ ~ ~~~ 

~~~~ 

~ - ~ ______~ ~~~~~~ 

~~ 

~~~~~ ~ ~ - ~~ 

-~ 

~~~ 

~~ ~~ ~ 
~~~ ~~~ ~~~~~ ~~~ 

~ ~ ~~~ ~~~~~~~ ~~~ ~ ~~~~ ~~ ~~~ 

The CA and the supervisor advised himto call h i s  The customer was upset with ~~ the CA because he 
claimedhe was ~ ~~~~~ onTis cell phone and ~~ diGed~711 ~ ~~~~~ ~~ ~~ cell phone company. He refused ~~~~~~~~~ and ~ claimed-the 

problem ~~~ must ~~~~~ be with the relays (Ks and~MOj. ~ We ~~ 

~ 

offered the MO Relay Number to bill 3rd number or to  call he wanted to make. The computer did not 
~~ showhe was ~~ on ace11  phone:^ ~ ~~~ ~~~~ have amanager ~ call him on Monday. ~ ~ The ~~ superv&,r - ~ ~~ 

~~ ~~~ ~~~ apologized ~~~~ ~ many times ~ he ~~~~~~ said "saying your sorry 
does not help me make my call" then he hung up. 
The supervisor apologized to the customer and The customer was upset that the CA didnot use 

macro keys (hd to dial), (ringing) when he told- ~'~ ~~ ~~~~~ asked the CA what happened. The CA said ~ she 
did exactly what the customer wanted her todo her to redial sohe could leave ~~~~~~ a message. The 

customer compla&d ~~~~~ saying - there seemed to be ~~~~~~~~ and t h a t t o  ~ ~~~~~~ let him know the beep soundedso - 

a pattern with this ~~~~ CA hanging ~~~~~ up on ~ him ~~ He said ~ he could ~~~ leave a message. ~ _ _ _ _ _ _ ~ ~  The ~ supervisor asked 
the CA if she had hung up on him and she sard ~ it ~~~~ happened twice in the ~~ ~~~ past week. 
yes. The supervisor asked if he was sweacng at her, 
and-she said no but did not intend to continue listening 

~~ 

~ ~~~ - ~~~~~~ 

~~~ ~ 4/5/03 

andshould not be chargedlong ~~ ~~~~~ distance for the ~~~~~~~ 

- ~~ ~~~ ~~~ ~ ~~ ~~~~~ ~ ~ 

~ ~~ ~ ~ ~~ ~~ ~~~ ~~,~~~~~ 

~ 
~~~~~~~~ 

4/5/03 ~ ~~ 

~ ~~ 
~ ~~ 

~- ~ ~ ~~~~~ ~~ ~ 

~ 
~~ ~ 

~~~~~ 

~~~ ~ ~~~~~~~ ~ ~ ~~ ~~~~ ~~ ~~~~~~ ~ 

~~ ~~ ~ ~ ~~ ~~~~ 

~~ ~ ~~ ~ 
~~~~ ~ ~ ~~ ~ ~~~~~ ~ ~~~~~ 

~~~~ ~~ ~~ ~~ ~~~ ~~~~~~ to his abuse. ~~ ~ ~ 

~ 

Manager spoke to the CA , who explained that the 
call was completed, and she felt the customer 

~ ~~ 

4/8/03 
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~ 

90 4/9/03 ~- 

~~~ ~~ 

- the content of the call t o~a  family member ~~ of ~~ the -~ 
~ ~ 

4/17/03 Manager called the customer to verify time anddate 
~~ ~~~ 

~ ~ _ _ _ _  
~ ~~ 

called party 
because the CA mentioned was not on duty at the 

~ date/time ~ ~~ previously given to the manager. Now 
customer gave just general perimeters ~~ to check. 

~~ ~~~ ~ ~~~~~~~~ ~~ ~ ~~~~~~ 
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No. ~~~~~ Dateof 
Complaint 

~~~~ ~ ~ 
~ 

Resolution -~ ~~~ ~ ~~ 
~~~ ~~ ~~~ Date of Nature of Complaint 

~~ 

~ Resolution 

~~ ~~ ~~~~~~~~~~ 

92 4/13/03 ~~~~~~ The customer said he waxed a supervisor to~give 
-~ a message to~the Area~ManaGF~ He was callings, 
complaining about the caller I.D. message that is 

~ noibeing~zsplayedkvery time ~~ he cars the relay. 
~~~~ He said his repeated Gues ts  seeking thatnotation ~~~~~ ~~~ 

~~ ~~~~~~ .~ 

be deleted from 6s ~~~ telephone ~ ~ line has been 
~~~~~ 

~~ ~~ repeatedly refused. "My telephoneline -~ was- 
~ ~~~~~~~~~~ 

programmed for VG on and I am advied thacfiller ~~ 

ID had~~the capability of deletion:" He also advised 
~ that he has forwarded den.ied reports~to proper 
personnel whohave ~~~~~ ~~ agreed ~ to ~~~ represent ~~ him. ~~ 

4/30/03 ~ 

- 4/11 /03 

4/16/03 

411 ~ 5/03 

~~ ~~~ 
~ ~~~ ~~~~~ ~ ~ 

Manager called the customer back, and  she had 
decided to drop the situation since the called 
parties did not want to be involved. 

The supervisor explained to the customer ~~~~ ~~ that ~ it was ~~ ~ 

sometimes hard to know the difference ~- between ~~ 

~~ 

an answering machine and voice mail and we 
decided~to put the information on the same key. 
The supervizr thanked him for letting us know his 
preference_ and thatthe Area Manager would be 
informed. 
Management team reviewed the-procedure. a i d  
decided it was appropriate. No changes made. 

Area Manager responded with an e-mail to the 
customerregarding-hls concern about the caller 
I.D. l e  explained that it was our introductory 
messageand this week was the last week 3 the 
message and we will revert back to the original 
greeting sometimeduring the week of April 207~ 
He F p l a i n e f i ~ w a s  just temporary to run for 3 weeks 
to assurethat we hit the maximum-number of people 
whodial theTRC frequently. He alSO explained 
we do not have the technical capability to b i&k~~ 
it from certain individual numbers only 

~~~~ ~~ ~ ~~ ~ 
~~ ~~~ 

~ 

~~~ ~~~ ~ 

~ ~~ ~~~ 

~ ~ -~ . ~~ 

~ ~ ~ ~~~ ~~~ 
~~ ~~~~ 

~~ ~- 

~~ ~ 
~~~ ~~~ ~ ~~ 

~~ - ~~ - ~ 
~~~~ ~~ 

~~~ ~ ~ ~ ~~ ~~ ~~ 
~~~~~~ ~~~ ~ 

~ ~~ 

~~ 
~~~~~ 

~~~~~ ~~~~~~ 

~~ - ~ ~~ 

~ 
~ ~~~ ~~~ ~ ~~~ ~ 

- ~~ 
~ ~ ~~~~ 

~~ ~~ ~ ~ 

~- ~- ~~ ~ ~ ~~~~~~ ~ ~~~ 

~ ~ ~~~ 
~~ ~~ 

~~ 
-~ ~ ~ ~~ 

~~ 

~ 
~~~~ 

~~- ~~ - -~ ~~~~~~ 

~~ ~ 

~-~ ~ ~ 
~~~~ ~- 

~~~~ ~~~ ~ 
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~~ ~~ ~~ ~~ ~~ 

Resolution _____-. ~~ ~ 

Date of _ _ _ _ _ ~ ~ ~ ~  Nature ~~~~~ of Complaint ~~ 

Date of 
Complaint Resolution 
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Nature of Complaint ~-~ ~~~ ~~~ ~ ~~ 

~ _ _ _ _ _ _ ~ ~ ~ ~ - ~ - - ~  No. Dateof 
Complaint 

-~ 
Resolution 

~ ~ ~~~~~ ~ ~~ ~~ ~ ~ ~ ~ ~ ~ _ _ _ _ _ _  ~ Date of 
Resolution 

~~ another ~~~~ ~ ~ ~ ~ carrier. The supervisor ~ ~ seernedtoth ink-  ~ ~ 

the customer was having some difficulty under- 
- ~~ 

~~ 

~~ ~~ 

~~~ standing ~ ~~ the explanation. ~~ ~ ~ ~~ 

~ ~~ 

~~- ~~~ ~ ~~~~ ~~ ~~~~~~ ~~ ~~~~ ~ ~ ~~ ~~~ 

5/5/03 The supervisor explained that a lot of our customers 
are having trouble placing calls with the r x y  USK 

~~ calls ~~ ~ ~- ~~~~~~~ ~~~~ ~ ~~~~ ~ ~ ~~ ~ ~ ~ problem. He said he was glad to ~~~~~ knowit ~ wasnot a 

~- 98 ~~ 5/5/03 The customer was complaining ~~ ~~~ again that~he could ~ ~ ~~ ~~~ 

-- ~ 
~~~ ~ ~ 

not ~ use ~- ~~~ SBCLD ~ for his long distance ~ calls. He 
thought ~~ ~ someone at the relay was blocking his 

~ ~~ 

SBCLD and they are working on correcting the 
~~~ 

~~ ~ 

~ ~~~ ~~~~~~ ~~~ ~ problem with him personally and said ~ he understood. ~~ 

~~~~ ~ ~ ~~~~~~ ~~~~~~ ~ ~ ~~ ~~ ~~~ ~~~ 

The supervisor told him we were working onthe 
problem and hoped it would be rixed soon. The 
supervisor told him the area manager would  be^^ 
e-mailing him soon regarding the billing ~ ~~~~~ situation. 
The customer thanked the supervisor and hung up. 

The area manager e mailed the customer later in 
~ 

the day with a detailed explanation of why SBCLD- 
was not working for relay customers. ~~~~ It was a- 
SBCLD issue/decision, and was not becau~se the 
relay could not comply with the customer's choice. 

The supervisor apologized for the ~~~~~~~ problem & advised 
him we would talk with her. The customer then 

~ ~~~~~~ ~ 

5/5/03 
~ ~~ ~~~~~ ~ ~~ 

5/5/03 The customer ~ ~ ~~~ again was asking about SBCLD ~ ~~ ~~ 

problems. He ~~~~~ wanted ~ ~~~~~~~~~ to know ~ ~ ~ when the~problems 
were going to be fixed and if we would cover the 

~ - _ _ _ _ _ ~  difference ~~~ in ~ price ~ ~ ~ since it's not his fault we can't 
get SBCLD to work. He stated it was legally our 

~~~~ ~~~ ~~ 

99 

~~ ~ ~ ~ ~~~~ ~ ~ ~~ ~~ ~ ~~~ ~~ ~~ ~~~ 

responsibility to pay the difference ~~~~~~~~~ in price but ~~ he's ~ 

~ ~~~ 

~~ 

~~ not going ~~~~~ to waste his time taking the Relay to 
~ court ~ ~~ The customer also stated it was in our 

~~ contract to provide ~ SBCLD as a choice ~ ~~~ and ~~~~~ we are 
breaking our contract for not allowing him to make 

5/5/03 

~~ 
~ ~~~ ~~~ ~ ~~~ 

~~ 

~~~~ ~- ~~ ~ ~~ that choice as his ~~~ ~ long distance ~~~~~~~~ company. ~~~~~~~ ~ ~~~ ~~~ ~ ~ 

~ ~ ~~~ ~~ ~~ ~ ~~~~~ ~~~ ~~~~ ~~ ~~~~~~~~~~~~ ~~~~ ~~~ ~ ~~ 

100 5/6/03 The customer complained that the CA had not given 
him a chance to say he only wanted to talk with 

5/6/03 
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